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Presentation Summary
The patient journey through the outpatient clinic can be daunting. The undertaken project aimed to fully explore
the patient journey through an outpatient experience, and how we could improve it. We used intensive process
mapping to explore how patients flowed through the encounter and where pitfalls arose both for our patients
and as healthcare staff. The nature of clinic was such that patients may require to do various activities in
different areas of the hospital i.e. X-ray, Theatres, Pharmacy. It was obvious that barriers existed which
amounted to staff time away from core clinical care, frequently missed activities and disruption to patient flow.
We looked at novel ways to enhance patient experience, improve flow and efficiency through the department.
With the aid of multimedia design, smartphone technology and audio-visual tools we developed an outpatient
‘passport’ system. We feel this project helped to ensure patient’s expectations and needs were addressed, and
clinical outcomes were met through promoting a user-friendly and efficient tool for use in the outpatient
department.

